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ABSTRACT 
This study aimed at investigating how employees’ training relates to service provision at 
Cleanshelf supermarket in Nyahururu town. The study objectives were to assess the effect 
of staff training on customer’s care, examine the effects of staff training on employee 
communication and to determine the effect of staff training on stock management on 
service provision at Cleanshelf supermarket. This study employed a cross sectional 
descriptive design which involved data gathering that describe events, then organize, 
tabulate, depict, and describe this data. The researcher targeted all the 35 employees 
working at Cleanshelf supermarket regardless of their position in the retail shop and used 
questionnaires to collect data.  Questionnaires were dropped to respondents and picked 
after three days after which data was analyzed along the research questions. Descriptive 
statistics was  used to analyze quantitative data and findings presented frequency and 
percentages tables using the Statistical Package for Social Sciences (SPSS) version 20 
computer software. On the effect of staff training on customer care in service provision at 
Clean-shelf supermarket, the study established that training gives employees confidence in 
handling customers, enables the employees to become conscious of customers’ needs and 
also helps develop and improve the organizational customer centered culture. The study 
also established that training equips employees with a capacity to provide a friendly 
environment for customers, thus improving their satisfaction and building customer 
loyalty. On how training affects employee’s communications in service provision at 
Cleanshelf supermarket, the study showed that management does not provide training on 
effective organizational communication regularly. It also revealed that training on 
organizational communication enables easy running of the supermarket and promotes 
organizational productivity. On effect of staff training on stock management in service 
provision, the study showed that training helps in pushing goods off the shelf and helps in 
making right and timely ordering of stock. The study recommends that the management 
should train employees more regularly to improve performance of the supermarket, with a 
focus of reducing business-operating costs while providing regular training on effective 
organization communication. Employees should be trained more on the stock management 
and on how they could support customers to make right purchasing decisions. This study 
has granted beneficial insights to other supermarkets that could be used to improve their 
operation and hence the profit levels are likely to go up if the recommendations are 
implemented. To supermarket employees, the study could be used to assess themselves 
and thus identify areas for improvement. 
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OPERATIONAL DEFINITION TERMS 
Achievement refers to the act of attaining an intended mission or duty 
(Dictionary.com, 2016). In business this so when a firm achieves its 
goals be the internal or external and which are determined by a 
predetermined yardstick such profit margins (Horkoff & Yu, 2009). 
Attitude refers to the perception by an individual towards a certain aspect of 
life(Dictionary.com, 2016). In this research this referred to employees 
attitudes which is regarded as viewpoints on diverse aspects related 
jobs, careers, and the company (Saari & Judge, 2004).  
Customer refers to a person with money and willing to purchase goods or 
services a business offers(Dictionary.com, 2016). A customer is 
different from consumer and is a purchaser of a product or a service 
but the consumer is the one that uses the product/service (Applebaum, 
2009). 
Development refers to the act of improving an individual’s ability in carrying out 
tasks in their field of specialization(www.businessdictionary.com, 
2017) and is normally lumped together with training and 
development. Organizations provide human resource development 
targeting employees in order increase skills, knowledge, education, 
and abilities, starting at the point of hiring and continues throughout 
an employee's tenure  (Stewarn, 2017). 
General 
employees 
refers to regular workers such as  the drivers, tea girls and 
cleaners(Oregon Laws Organization, 2014) whose job description 
meets the low cadre jobs and do not require specialized training to 
perform and variously referred to as support staff working in diverse 
array of industries with duties that vary between companies. They are 
mostly responsible for routine office tasks that cannot be handled by 
other too busy employees  (Amico, 2016). 
Goals refer to the set and intended result in a given venture(Dictionary.com, 
2016) while to a business they help a business grow and achieve its 
objectives (Mckinney, 2015).  
Innovation refers to the act of improving an already existing idea to come up with 
a better one than the original idea(www.businessdictionary.com, 
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2017) or it could refer to changing  the processes or creation of more 
effective processes, products and ideas (Australian Business 
Community, 2016). 
Performance refers to the act of individuals delivering to an organization what is 
expected of them(http://dictionary.cambridge.org, 2016). In an 
enterprise, business performance is determined by strategies the firm 
has put in place, that it foresees and that it implements (Bulut & Can, 
2009). 
Service provision refer to the delivery of goods and services that customers need, which 
is done by the staff of a given business or 
organization(businessdictionary.com, 2017).  
Training refers to the process of attaining knowledge by undergoing guidance 
through a teacher(dictionary.com, 2017) or a trainer and which is one 
of the key HR function (Management Study Guide, 2016). 
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CHAPTER ONE 
INTRODUCTION 
1.0 Introduction 
The section has information on background, the knowledge gap, overall purpose and the 
specific objectives. It also captures the research questions as well as significance and 
scope, limitations and a summary of the chapter. 
1.1 Background 
Employee training should be done to upgrade the staff knowledge and skills constantly to 
enable him/ her remain competitive and productive in the organization. Excellent 
performance by each staff helps in achieving a competitive advantage for any organization 
in every department. Training is a key influence that improves the individual performance 
of employees (Benedicta, 2010). Rationale of training is to enable employees match the 
future needs of  the organization’s in terms of expertise and management requirements. 
Training involves set of activities that respond to present needs that are guided by an 
instructor. According to Steven and Timothy (2012), training uses both the systematic and 
planned instructions activities in promoting learning. Formal processes are used to import 
knowledge which will help people acquire the necessary skills in performing their jobs 
satisfactorily. Armstrong (2014) looks at as systematic instruction activities are planned  to 
promote learning.  
The recognition that training is important over the past few years has been influenced by 
the relative organizations’ success in different areas and the widening competitions that 
encourages investment in employee development. Training ensures adequate and constant 
supply of staff in terms of both technical and social competence capabilities, and potential 
for career growth either into management positions or specialists’ jobs within the 
company. Subsequently, the process of staff development is essentially  continuous 
process that is fulfilled by training (Sultana et al., 2012). 
One of the managerial tools that have been recognized to enhance the satisfaction of job 
globally is training. Basically, training is a practical learning process where knowledge and 
skills is developed to overcome experience shortages and inefficiencies and to achieve 
closer approximations (Atif, 2011). Human resource specialists and practitioners in 
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realization of how training and development adds value to organizations deliberately put 
encourages managers to give their employee critical autonomy and responsibility of 
developing skills and to avail a wide range of training opportunities across the 
organization. 
Report from Amusat, Oloyede and Sajuyigbe (2013)  shows that personal job satisfaction 
is enhanced by  training and development. According to Muhammad (2012) improved 
employees performance evinced through increased in productivity in specific like sales, 
and customer services , lowered turnover rate, and better job satisfaction levels could be 
brought about by training. Employees having the right skills will enhance higher 
productivity and improved employee performance. Jones et al., (2008) opines that training 
facilitates efforts of improvement employees performance. Results of survey conducted by 
Lucent Care among 271 network professionals showed that opportunity to learn new skills 
is one most important contributor to job satisfaction (Medina, 2012). The importance of 
training has expanded due to the rapidly expanded management opportunities and practices  
and a subsequent increase in the demand of employees’ job.   Training  is thus now the 
best solution to improving employees’ level of understanding and in supporting to acquire 
and use specific skills (Muhammad, 2012). 
Since 1996, the UK government has published National Employees Skills Surveys which 
identify, among other things, the skills gaps and shortages experienced by the UK. 
Academics have for many years drawn attention to the skills development and national 
development links. Levels in business have strong evidence that investment in training and 
development generate substantial gains for firms (Watkins & Leigh, 2010). A survey 
conducted by the United Kingdom’s Local Government Pay and Workforce (2006) on 
local government shows that in recruiting people with professional skills 87% of all 
authorities’ encountered difficulties. Specific details indicate that councils reported skills 
about 72% gaps in change management and organizational development, business process 
improvement about 61% and in performance management about 60%.These skills are 
fundamental for the government’s ongoing agenda of modernization.  
In India, a rapid growth of the economy demands more skilled manpower that would help 
brand it as a quality destination rather than a low-cost one. This is explored with respect to 
specific recruitment practices, training and skill development that exist in both indigenous 
and multinational firms’. The modern technology used in the labor market today requires 
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extensive training. In Hong Kong, the internet poses a threat to more traditional ways of 
doing business (David, 2013). There is a concern that the country lacks adequate skills to 
move hand in hand with the fast-growing technology sector within the local labor markets, 
and that only an adequate supply of training to the managers will sort this problem. 
Investment in training in Hong Kong is thus a key issue. In China, one of the problems 
confronting HR is training in huge scale needed to ensure that the industry and commerce 
continue to develop. Encouraging the development of an infrastructure for management 
development and training is the response by the state. With the massive growth of the 
Chinese industry and commerce, development and training are likely to remain as major 
continuing concerns for the future.  
 Organization for Economic Cooperation and Development recent review states that a 
major hindrance to economic growth and creating jobs as a way to allocate poverty is the 
shortage of skills in Southern Africa (Noe, Alena, Clarke, & Howard, 2014) which all 
underscores the importance of on job training. In Nigeria, on the job training is a 
managerial tool that organizations use to enhance employee’s capacity to cope with 
distressed syndrome faced by business organizations in the country particularly during 
merger and acquisitions. Moreover, relationship between employee outcome in Norwegian 
service organizations and training opportunities is based on the study which explored 
alternatives according to Dysvik and Kuvaas (2008). The study revealed that both task 
performance and citizen behavior, and training opportunities, their relationship is 
perceived as fully mediated while training opportunity and turnover intention, the 
relationship between them is mediated by intrinsic motivation of employee.  
There is more economic impact in service than is commonly imagined, but due to 
mediocre in services provided many organizations are losing. Business organizations begin 
and end with the client (Churchill and Gronkiewicz, 2006). Each and every employee 
should therefore be able to comprehend this. Employees are employed to take care of the 
clients who bring the organization business. They are therefore expected to offer a service 
without blemish so as to build the clients’ loyalty to the organization. According to Fogli 
(2006) service is an interaction beyond single function or job between a customer and the 
organization’s representative. 
According to Daneshfard and Ekvaniyan (2012) an intangible service provides satisfaction 
to the customer. Customers feel good when good service is offered. Service is not 
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manufactured by machines but performed by people. It is experienced during interaction of 
different people but not out of a process in a factory. The major challenge faced by every 
organization in its efforts to be effectiveness in offering prescribed routines is ensuring 
consistent quality service. Services form the biggest percentage in organization business.  
Due to the fact that services are delivered without including customer participation, and 
with pretesting prior to purchase for purposes of improving performance, its paramount 
that employees should undergo extensive training programs. 
According Folami and Bline (2012) service delivery becomes more complex as more 
products are introduced, technology delivery systems develop and market segments 
expand worldwide. With the many changes taking place in the organizations and the 
competition, training of employees is necessary to ensure there is improved service 
delivery. Armstrong (2014) avers that training is very important since it  develop worker’s 
skills and is best when it is implemented under formal instructions. Yujin, Praveen and 
Dae-il (2014) have found that the problem of “job-hopping” in some companies is linked 
with being reluctant to invest in training due to frustrations associated with poor 
performance. According to Bakare (2012) company- provided training provides workers 
with narrow skills related to their particular job than broad occupational skills.  
Further Khan, Naqvi  and Shaheen, (2013) focused on visualizing training for school 
teachers and their importance at  Kotli, Azad Jammu, Kashmir and Pakistan  district and 
analyzing relationship teachers training and performance within organization performance, 
which established a significant and positive relationship link . This corroborated Adesola, 
Adeyemi and Oyeniyi, (2013) in research work with reference to the selected Osogbo 
metropolis banks that examined how staff training relates to job satisfaction among the 
banks’ employees in Nigeria. 
In Kenya, most of the financial institutions hire employees from any field of specialization 
to work in the business organization industry which require thorough trainings. However, 
very little or none is done. For example, in Kenya most hired employees by business 
organizations are fresh graduates with  specialization in business administration or  
management or other business related fields (Sila, 2014). Training is needed more in 
supermarkets because of the large number of the staff  that requires quick development of 
diverse skills  in order meet business demands (Armstrong M. , 2009). Training is needed 
to ensure that the staffs are effective in their responsibilities and that they get skills and 
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knowledge critical to avoid unforeseen legal actions. During staff induction, training 
should focus on essential skills such as information technology skills and communications 
skills, presentation and public skills and problem solving skills. It is in recognition of this 
that Cleanshelf supermarket has conducted trainings to its staff. However, it is not known 
how this training affected it’s the supermarket’s capacity to provide the requisite services.  
1.2 Statement of the Problem 
Regardless of the assumptions that employees outcomes are influenced by workplace 
training for instance through commitment, motivation, a withdrawal behavior and 
performance of work, there is insufficient number of settings in the area that  address the 
empirically performance of these issues (Dysvik & Kuvaas, 2008, Burgard & Görlitz, 
2011). According to Agyemang and Ofei, (2013) despite engagement , commitment being 
and  employees receiving a signficant academic attention over the last couple of  years, the 
concepts are still  relatively new with limited academic research conducted particularly in 
Sub-Saharan Africa. Majority of studies that have focused on the effect of employee 
training on performance at organizational level have mainly be done in the developed 
world, and in regard to the context of individual countries and organizations. This limits 
generalization to developing countries because the environment are different. An 
investigation by Sahinidis and Bouris (2008) on relationship of job satisfactions on 
perceived employee’s training on employees motivation to commitment among lower level 
managers of five large Greek Organizations and revealed a high correlations commitment 
of employees, job satisfaction and their motivation. 
Studies on how staff training is related to performance of employees in East Africa that 
have primarily focused on established commercial and internal institutions (the DHL  
courier and the FedEx courier company) that operates in Tanzania by Jagero, Komba, and 
Mlingi, (2012), and on Barclays Bank Kenya by Chege (2000) shows limited research 
based evidence on the relationship between employee training and service provision, and  
especially on retail shops. Nonetheless, retail shops do engage in the training and 
development of managerial and support staff as a continuous activity. However, there are 
complaints about services offered by the retail business and their staff which indicates 
customers’ dissatisfaction (Stauss & Seidel, 2011). At Cleanshelf Supermarket, generating 
the financial reports has not been timely which has in turn raised audit queries and 
challenges of predicting profit and loss for the company. Untrained cashiers have also 
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reported challenges when dealing with the point-of-sales system as evidenced by slow 
customers’ service long queues. This is against a backdrop of training conducted that has 
targeted the staff which raises questions on the impact of training on service delivery. 
Therefore, the current study examined how training of employees the relates to service 
provision at Cleanshelf supermarket in Nyahururu town in Kenya. 
1.3 Objectives 
Overall this study investigated the relationship between employee training and service 
provision at Cleanshelf supermarket in Nyahururu town. 
1.3.1 Specific Objectives 
the following  were specific objectives:- 
i. To examine the effect of training of staff on customer’s care in service provision at 
Clean-shelf supermarket  
ii. To investigate staff training effects on employee’s communications in service 
provision at Cleanshelf supermarket. 
iii. To determine the effect of staff training on stock-management in service provision 
at Cleanshelf supermarket.  
1.4 Research Questions 
The questions were:  
i. What effect does staff’s training have on customer’s care service provision at 
Cleanshelf supermarket? 
ii. What effect does staff training on employee’s communication have on service 
provision at Cleanshelf supermarket? 
iii. What is the effect of staff training in stock management on service provision at 
Cleanshelf supermarket? 
1.5 Significance of the Study 
1.5.1 Supermarket Owners 
This study has granted beneficial insights to other supermarkets that could be used to 
improve their operation and hence the profit levels are likely to go up if the 
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recommendations are implemented. To the supermarket owners, the research is useful 
since they could be able to know the skills of management of the stocks and implement the 
corrective measures.  
1.5.2 Supermarket Employees  
To supermarket employees, the study could be used to rate and thus identify areas for 
improvement. To other Kenyan organizations, the study has provided knowledge on the 
relationship between employee training and service provision in order to improve the 
profit margin.  
1.5.3 Government 
The Government could utilize the information in policy formulation and verification of 
figures for the purpose of taxes while to researchers and to students the body of knowledge 
will be added by the study on human resource management in Kenya which could be 
referred in other studies. To the researcher student, the study will fulfill the requirement of 
degree certificate.  
1.6 Scope 
The study covers the relationship between employee training and service provision in 
Cleanshelf supermarket in Nyahururu. The study was done between the month of May and 
August 2017. It covered the relationship between staff training, customer relations, 
employee turnover and stock management regarding the service provision in Cleanshelf 
Supermarket. The respondents of this study included the branch managers, secretaries, 
keypunchers, cashiers, casuals, drivers, accountants, and general employees who are all 
employees of the supermarket.  
1.7 Chapter Summary 
The introduction chapter has discussed the importance of training in a modern business in 
the background. It has also shown the statement of the problem with focus on Cleanshelf 
supermarket, spelt the overall objective and the specific objectives. It has also stated the 
research questions, discussed the significance and concluded with highlights  on the scope 
of this study. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.0 Introduction 
This chapter has the relevant literature reviewed that address the effect of training staff on 
customer’s shopping experience, effect of staff training on customer relations management 
and to determine the effect of staff training on goods display management at Cleanshelf 
supermarket. In this chapter, a critical literature review is provided, the theoretical 
framework on which the study was grounded and the relationship between the study 
variables using conceptual framework. 
2.1 Theoretical Literature Review 
2.1.1 Maslow’s Motivation Theory  
This study will be guided by Maslow`s Motivation Theory which was propounded by 
Abraham Maslow (1908-1970) in 1943; the five levels of needs in a hierarchical order that 
starts with physiological needs at the bottom, followed by safety needs, then esteem needs 
and then social needs. At the top is self-actualization as indicated by Cheminias et al., 
(2000). In (1943), he argued that people would strive for the next level but only if their 
needs are satisfied even if some appear to be contented with needs at the lower level. For 
employees to satisfy their needs, they can use working as a tool a study related to the 
Maslow motivation theory. Employees use motivation as a useful tool that enhances 
performance. The choices a person makes regarding, social status, his living area, schools 
that children attend,  his/her friends and the development and learning options made will 
have a bearing on the person’s job. According to Amos et al., (2004), performance is 
enhanced through increasing staffs motivation and morale. It is the product of ability and 
motivation hence the desire should be accommodated and facilitated. Grobleret al., (2006) 
however opined that an individual phenomenon is determined by an employee 
performance, and interaction with environmental factors which primarily influences 
performance. Employees that are highly motivated are able to create a positive attitude 
towards learning and personal development. Employees that are motivated to respond to 
communications related to the organization means high commitment as shown by both 
Armstrong (2014) and Grobleret al., (2006). Within the precepts of Maslow Theory, a staff 
who is undergoing training will acquire behaviours necessary for effective job 
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performance. The Theory is important in explaining how staff learn and appreciate their 
need to train and develop a commitment to learning. With low motivation to learn, 
effectiveness of the learning will be limited to their learn capability, regardless of  how 
design and implementation of training (Bruce, 2003). According to Armstrong (2014) 
quicker and thorough acquisition of new skill or knowledge leads to more highly-
motivated a trainee will be. In retrospect, training should incorporate the desires employee 
such as getting a job promotion or getting recognized. Maslow model contributes 
considerably to how training influences employees’ performance. 
2.1.2. Adult Learning Theory 
This study will also be based on andragogy theory that is about the designing and 
delivering of instruction for adults, which is distinct pedagogy model that is about design 
and delivery of learning instructions for both children and adolescents), which was 
developed by Malcolm Knowles (1913-1997) (Victor, 2016). The andragogical model of 
learning has six assumptions. The first states that the value of learning something is what 
adults need to understand. Learning must be relevant in some way in their lives. Secondly, 
learners who are adult want to be perceived as self-directed. To impose learning upon 
them, they resist efforts of others. Third, when contrasted to learning process of children, 
adults carry with their own life experiences into a learning environment. Fourth, ‘readiness 
to learn” is also brought by adults to the learning experience in that  learning takes place 
for adults at appropriate times of their development, for example when promotion is 
awarded. The fifth assumption is that those things that will add value to adults to learn in 
their lives, they are motivated to learn them. Offering improvement to adult’s personal or 
professional lives is the best way to present instruction to them. Lastly, adults learn in 
order to improve job skills, to get a raise or to enhance self-esteem hence their learning is 
are extrinsic motivated and oriented towards a specifi goal. In this study, the principles of 
adult learning theory should be regarded by the trainers at Cleanshelf, since the 
beneficiaries of the training are adults who should see how the training will add value to 
them. 
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2.2 Empirical Literature Review 
2.2.1 Role of Staff Training in a Service Business 
A study by Claro, Fragoso, Neto and Claro, (2014) that examined how complaints from 
consumers affects the market value of a  company, which sought to establish whether 
complaints always had a negative impact on company market value, hypothesized a non-
linear effect of complaints on a company’s market value. Obtained results supported a 
tradeoff rationale and  revealed that if complaints were at low levels companies would 
increase their market value, while when increase of complaints harmed to company’s 
market value. This study showed the importance of engaging employees in activities that 
would lead to lower levels of customer complaints. This is supported by views from 
Karlan and Valdivia (2011) that many service failures do stem from staffing problems.  A 
case study by Nassazi (2013) that evaluated how training affected employees’ performance 
in the telecommunication industry in Uganda showed that, training clearly affected 
performance of employees. The study that was a qualitative research adopted use of a 
questionnaire comprising of 18 questions distributed to 120 respondents. To minimize the 
risk of failure training it is important to identify all functions that involve customer contact 
and to train and fine creation of the service product and some staff are visible, whereas 
others are invisible to customers (Karlan & Valdivia, 2011). Fundamentally training aims 
at helping organizations achieve their purpose by adding of value to its human resources 
which is key to their operations, and empowering them to utilize their natural abilities 
optimally and to perform even better (Bakare, 2012). 
An exploratory study that investigated the contribution of training to development 
programmes in hotel industry by Nischithaa and Narasimha (2014), and which explored 
the training needs of the employees in hotel industry to gain insight on how training affects 
development in hotel industry, showed there is a difference between training and 
development. This is because, while training is to all staff, development is handled by the 
trainee’s supervisors and/or managers. Further, while training is more specific 
development is focused at the long-term professional goals.  The study showed that 
Training programs are more innovative during economic instability at which there is 
increased use of technology and self catering programs that enable employees to monitor 
themselves. To ensure success, training programs should be evaluated regularly. 
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A study by Cambra-Fierro, Melero-Polob and Vázquez-Carrascoa ( 2014) that investigated 
the frontline employees’ role on customer engagement, showed that, the most oftenthe 
frontline employees are the company’s spokes-people during interaction with customers 
and are influential in determining customers level of satisfaction and engagement. A study 
by Wells (2013) showed that staffs that are in the front line of service delivery, with a high 
level of customer contact, need training to achieve expected standards of delivering 
service. Training should enable staff to understand that what they do affects the services 
quality and subsequently, company’s profitability.  
According to Muhammad (2012)  the goal of training is improving trainee’s knowledge 
and and strenghen their skills or to induce a change to their attitude and behavior. In the 
attempt to gaps and reconcile between what should be happening and what happening 
currently, training leads to diverse benefits for the staffs and the organization hence it is 
one of the most important motivators. To cope with the new processes and production 
techniques an employee is needed to posses the skills, knowledge, abilities and 
competencies (SKAC) in the changing technology. Khan (2012) argued that like most 
other activities in the organization, training has tangible benefits to the employee and the 
organizations, hence it stands out as necessary and vital activity that play part in 
determining the effectiveness and efficiency of the organization. 
According to Benedicta (2010) training can achieve the several benefits to the business. A 
study by Elnaga and Imran (2013) on how training affects employee performance and that 
investigated relevant literature showed that some organizations conduct training program 
for their staff without identifying the purpose and objectives first, and without being in 
grip with the knowledge, skills and abilities employees would learn through training 
program. The study revealed that that companies must design their training programs with 
clear goals and objectives while keeping in mind the particular needs and benefits to both 
individual and the firm. Benefits include job satisfaction in which training and 
development gives an employee confidence in handling job assigned to him.  It could also 
result to favorable correlation between skills and job that will give the staff self-
confidence. With the help of high productivity training and development, a company could 
increase the productivity of employee which will help positively further in achieving its 
long-term goals. To inculcate team work/spirit and inter team collaborations, team-training 
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and development helps to build the learning zeal within the employees collaboratively 
(Shaw, 2015). 
According to (Shaw, 2015) training leads to higher output quality,  improves the quality of 
work and work life high morale and helps to increase confidence and motivation. A study 
by According to Kum, Cowden and Karodia, (2014) training leads to lower turnover and 
absenteeism at work place and brings a sense of job security.  It also leads to organization 
learning culture that develops and improves effectiveness within the organization. 
According to a study by San (2009) training and development is needed in improving the 
occupational health and safety within the organization. Tools and machines are handled 
better by a trained worker when compared to the untrained. It also leads to lower cost of 
production by leading to a better and economical use of materials and equipments by the 
trained personnel. Hence, training eliminates risks by increasing innovation in strategies 
and products thereby reducing and avoiding waste. Training also helps refine the 
organizational climate. Training also creates a health work environment through achieving 
a positive perception and feeling between leaders, subordinates and peers.  This leads to a 
healthy working environment so that individual goals align with organizational goals 
(goals congruence) hence building good employees-managers relationship (Kum, Cowden, 
& Karodia, 2014).  
According to Elnaga and Imran (2013) through training change manage is possible that 
results to bettter understanding and practically encourages employees participation in the 
change process. Training empowers employees with the skills and the abilities needed to 
adjust to new situations and to improve the staff capability and quality. Subsequently, it 
enhances personal achievement and satisfaction and broadens opportunities for career 
progression for specific employees. Training is required too for specific increases in skills 
and knowledge in order to perform particular jobs through what is called the development 
of operative training. Different methods of training are determined to a large extent by 
what is to be learned (Atif, 2011). 
There are several training approaches. This includes the On-The-Job Training (OTJT) in 
which the training exercises involve learning how to perform a given job in ones 
workplace in the actual job setting. There are several approaches to OTJT that include 
internships which are usually classroom and on-the-job training combination that is often 
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used to train prospective managers or marketing personnel. Apprenticeships are another 
form of training in which an employee can do many different tasks to develop. Several 
related groups of skills are usually involved and the apprentice is allowed to practice in 
any particular trade within the set up of the organization over a long time, supervised by a 
senior skilled worker. This form is appropriate for jobs requiring production skills in 
which the apprentice works for.  
Job rotation is another form that enables an employee get good idea for tasks associated 
with different jobs,  to relieve boredom of shop floor workers and to raise their 
productivity. The employee is moved through a series of jobs from different departments 
and it is usually used in training for supervisory position. The other form is orientation that 
helps new employees become productive quickly as possible. It covers issues such as 
company’s history and mission, the organization key members, rules and employee 
regulations. Learning by doing is another form where an employee is taught new methods 
and skills by observing a senior experienced worker. There is also mentorship in which the 
training and development of a new employee is under the charge of a senior or respected 
employee and which might lead to a considerable work relationship. Then there is 
coaching where the trainees supervisor teach him/her how to perform a job offering 
suggestions for improving and monitoring performance and it takes place in one’s work 
place. 
The other stream of training is Off-The-Job Training (OFTJT) that involves focusing 
employee’s attention on learning exercise when separated from the job situation and away 
from the work place at a location specifically designated for learning purposes. This form 
of training takes the form of lecturing, which is verbally presented and delivers a great deal 
of materials to many people at the same time. Lecturing to groups is more cost effective 
than training people individually. Realistic decision-making situation to the trainee is 
brought by role playing and simulation attempts. For discussion, likely problems and 
possible solutions are presented. Away from the workplace vestibule training is conducted 
through qualified instructors. To train on the use of a machine or to a perform a task 
similar to one in real work situation, the worker is trained by simulation of the regular 
working conditions for the job. 
Another of the job training is Behavior Modeling that involves demonstrating key behavior 
model who the trainee is to replicate. Based on the principle of social learning skills and 
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behavior, the trainee is provided with the opportunity to practice key behaviors that have 
factual information. To study, analyze and give an opinion, case studies for real or 
imagined events in an organization are given to trainees. This way, they become exposed 
to concepts, problems, techniques or experiences that are similar to what they could face 
during the actual job. The objective of this method is developing the ability to analyze 
alternative courses of actions and to help trainees think logically.. 
Understudy Training is another form of OFTJT that assume a futuristic job position.. The 
duties and responsibilities for trainees current position is referred to as an understudy. 
With or without the help of the supervisor, the trainee is at times left to solve problems or 
could be assigned as an assistant to the supervising officer. When the under study shows 
promise of talent thereafter, the superior officer is transferred, retired or promoted to 
higher position. There is also Group training that incorporate methods such as discussions, 
seminars and sensitive training. Ideas on specific topics is decided by the trainee who 
usually  have either different or similar backgrounds and experiences , and who share these 
ideas.  The other approach is laboratory training, which is usually conducted by skilled 
trainers for groups at a neutral site to develop spirit of teamwork and increase ability to 
deal with management and peers as used by upper and middle management trainees. There 
is also business exercise which is done through simulation of a real work situation and in 
which trainees get reports, correspondents or memoranda and that train them on how they 
should handle a situation similar to actual work. Through this approach, employees are 
able to develop decision-making capabilities, time management skills, and planning and 
communication skills. Another approach is the longer span sandwich courses that could 
learn for example for six months off work or where the trainee attends college. 
According to Elnaga and Imran (2013) major components of training and development 
include identifying the gap existing between present performance and desired performance 
through a training and needs assessment. Organizational tasks are involved and individual 
analysis is identified where gaps in performance or anticipated gap exist due to changing 
environmental conditions. It also depends on problems an organization may experience or 
is experiencing so as to plan for remedial action. An organizational analysis will look at a 
given organization and its objectives. This analysis focuses on strategic objectives of the 
organization, utilization of resource within the organization and in identifying whether the 
behavior, feelings, opinions, belief and attitudes of employees are positive or negative. It 
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also scans the organizational environment. To give a given standard of performance of a 
job, task analysis looks at the duties and responsibilities together with the skills, 
knowledge, abilities and expected behavior. Task performed, contents of the task, required 
knowledge, skills and attitudes, performance standards and methods of performing tasks 
are also looked at. 
Individual analysis looks at how well employees are performing a given job by identifying 
their knowledge level currently, skills and attitudes in relation to their jobs and 
organization’s strategic plan. It looks at the duties and responsibilities performed by each 
employee, efficiency, skills to be developed or knowledge to be acquired by the employee 
(Muhammad, 2012). 
2.2.2 Training on Customer Care and Service Provision 
Customers are critical to any business. Armstrong ( 2014) asserts that the kings and queens 
of any organization are the customers. Due to the upsurge in numbers of customers, well 
implemented customer care programs have significantly promoted organizations sales, 
profits and services. The intent of many firms is developing strong bonds of loyalty with 
their ultimate customers. Since market was growing so fast in the past, many companies 
did not worry about satisfying their customers and took them for granted (Good Wright, 
2006). However, things have drastically changed today because it is much harder to please 
customer since they are approached by more competitors with equal or better goods than 
yours, smarter, more conscious about the price, demanding more and less forgiving.  
A satisfied customer will bring another customer while an unsatisfied customer may go 
away with many others. Performing their job well is what we refer as job performance 
(Ross, 2014). Performance is an important criterion of gauging organizational success 
despite the confusion over its exact definition. From a psychological perspective, Akinyele 
(2010) describes an individual level variable as job performance and something a single 
person does is performance and differentiating the more encompassing constructs which 
are higher level variables such as organizational or national performance. 
Employee satisfaction is indicative and a measure of how happy workers are with both 
their job and their working environment. A tremendous benefit to any company is keeping 
high morale among workers, more will be produced if workers are happy, stay loyal to the 
company and take fewer days off. Improving or maintaining high employee satisfaction, 
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there are many factors, which wise employers would do well to implement. Many 
organizations will measure employee satisfaction by mandatory surveys or face to face 
meetings to gain information. Drucker (2001) and both tactics should be chosen carefully 
for they have pros and cons. To allow workers more freedom to be honest without fear of 
repercussion, surveys are often anonymous. If the intimidating interviews with company 
management are done correctly, they can let the workers know that their voices have been 
heard and their concerns addressed by those in charge. To identify specific problems 
leading to lowered morale, surveys and meetings can be great tools to truly get to the 
center of the data surrounding employee satisfaction (Campbell, 1995). 
Staff productivity within services is also a difficult issue of managers. According to 
Cowell (1984), there are several reasons why service productivity is difficult to measure. 
The main reason is that services are performed not produced and there are too   many 
factors influence this live creation of a product. The service production process simply 
cannot be controlled and replicated as reliably and consistently a mechanized factory line. 
Service productivity particularly suffers from the involvement of the customer. If 
customers do not fill forms in properly, if they are not familiar with procedures or they do 
not really know what they want, if they turn up late for appointments, if they want to spend 
time in idle chatter rather than getting on with the business in hand, then it will take 
service staff much longer to deliver the product. Where productivity in terms of the 
number of transactions handled is measured, amount of revenue generated, or the number 
of customers processed, such delays essentially caused by the customer can reflect unfairly 
on service staff. This raises the whole question, however, of what constitutes appropriate 
and fair measures of service productivity. A customer who is given a great deal of 
individual help or who feels that service staff have taken time for a friendly chat with them 
might well feel that they have received a much better quality service and appreciate not 
being treated with cold bureaucratic efficiency. It might be worth tolerating a slightly 
longer queue if you feel that you have been treated with care, respect and humanity when 
you get to the front of it. Definitions and measures of productivity therefore need to be 
flexible and sympathetic, striking a fine balance between the customer’s needs and the 
business need to work efficiently. 
None of this absolves managers from looking at ways in which service productivity can be 
improved. There are several possibilities for delivering services more efficiently without 
 17 
necessarily detracting too much from their quality staff. Through improved recruitment 
and training, staff can be given better skills and knowledge for dealing with customers. A 
clerk in a travel agency, for example, can develop a better knowledge of which tour 
operators’ offer which resort so that the key brochures can be immediately pulled out in 
response to a customer query. Library staff can be fully trained in use and potential of 
databases and online search mechanisms so that the customers can have their problems. 
Solved immediately without having to wait for a specialist to return from a lunch break or 
service staff. A customer does not want to be told, ‘I can’t do that without checking with 
my supervisor’ and then have to wait while this happens. Staff should be given the 
responsibility and flexibility to deal with the total needs of customers as they arise 
(Becker, Antuar, & Everett, 2011). 
Customer care could be seen as a serial activities that are designed to enhance their 
satisfaction levels. This is the feeling that the customer expectation are met by a product or 
service.  .Many suppliers seem to assume that  their job is finished once their product is 
sold into the channel  in the beginning  of the chain of distribution ,this is not enough  
more is required  thus the research  further sought to  look into  the  importance of 
customer care on retail shops. 
Staff is more an art than science, but it is incredibly important. The past researchers did not 
fully cover on the reason for considering the staff motivation strategy. This study sought to 
investigate how staff motivation affects production strategy. Effects staff motivation in any 
organization are very important and very many. It’s envisaged that the increased 
motivation in the organization increases the performance of the organization and the 
productivity. The scholars did not fully exhaust these findings. 
Systems and Technology 
The design of the service process and the introduction of more advanced technology can 
both help to improve service productivity (Kvocchko, 2013). Technology combined with 
well-designed systems can be very powerful. Libraries, for example, have used technology 
to improve the productivity. Laser scanning barcodes in books make it far quicker to issue 
or receive returned items than with the old manual ticketing systems. This has also allowed 
them to improve the quality of their service. The librarian can immediately tell you for 
instance, which books you have on loan, whether or not another reader has reserved a book 
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you have, and which other reader has borrowed the book you want. Some technology 
means that the service provider not need to provide human interaction at all. In the 
financial sector, ‘hole in the wall’ cash machines, for instance give customers 24-hr, 7 day 
in a week access to their bank accounts, usually without long queues, and because of the 
way these machines are networked they provide hundreds of convenient access points. 
British airways for example uses automated call handling (ACH) for customers’ telephone 
enquiries. Standard queries such as arrival and departure times for specific flights and 
some ticket sales can be dealt with by a menu-driven computer system without the need for 
a ‘live’ human operator, if the customer is calling from a touchtone telephone (Inc. com, 
2017). 
Within service premises, post offices, banks and supermarkets all use express tills or 
checkouts, for instance, to process customers with small or straightforward transactions 
faster. Supermarkets also use laser scanning of barcodes not only to   help in stock control 
but also to move goods through the checkout more quickly. The problem with this 
however, is that the customer still intrudes. Customers pack their shopping bags at their 
own pace, and then have to fumble in pulses or wallets for enough cash or for a credit card 
to pay for it all (Woodford, 2016). 
Reduced Service Levels 
Reducing service levels to increase productivity can be dangerous it leads to a perception 
of reduced quality in the customer’s mind; especially if customers have service might lead 
to longer queues or undue pressure on the customer to move through the system more 
quickly (Armstrong M. , 2014). 
Reducing service levels also opens up opportunities for competitors to create a new 
differential advantage. For instance discount supermarkets such as Aldi few checkout 
operators, no enquiry desks, and nobody to help customers pack their bags. The more 
mainstream supermarkets have been also been able to use this way as a way of 
emphasizing the quality of their service, and have deliberately invested in higher levels of 
service to further differentiate themselves. Thus, Tesco, for example, promised their 
customers that if there were more than two people in a checkout queue, another checkout 
would be opened if possible. Tesco also announced that it was taking on extra staff in most 
of its branches, simply to help customers. These staff might also help to unload your 
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trolley on to the conveyer or pack your bags, or if you get to the checkout and realize that 
you have forgotten the milk, they would go and get it for you (Usborne, 2016). 
Customer Interaction 
Productivity might be improved by changing the way the customer interacts with the 
service provider and the staff. It might also mean developing or changing the role of the 
customer in the service deliver itself. The role of technology in assisting self-service 
through cash machines has already been mentioned. The whole philosophy of the 
supermarket is based on the idea of increasing the customer’s involvement in the shopping 
process through self-service. 
Customers might also have to get used to dealing with a range of different staff members, 
depending on their needs or the pressures on the service provider. Medical practices now 
commonly operate on a group basis, for example, and a patient only wants a repeat 
prescription then the receptionist might be able to handle it, or if a routine procedure is 
necessary such as a blood test or a cervical smear, then the practice nurse might do it. The 
role of students in the delivery of educational services has also evolved, partly as a means 
of improving academic staff productivity (Mittal, Sarkess, & Mursheed, 2008). Students-
centered learning for example, means that students are encouraged to take more 
responsibility for their own education, with academic staff providing the broad structure, 
on-going guidance and assessment rather than handling out the whole learning experience 
to a passive audience on a plate. This has led to a greater degree of partnership between 
staff and students, and in many ways has actually improved the quality of the staff and 
students, and in many ways has actually improved the quality of the service delivered 
(Usborne, 2016). 
If any measures are taken that relate to the nature of the customer involvement and 
interaction, the service provider might have a problem convincing customers that these are 
the benefits and that they should co-operate. Careful use of marketing communications is 
needed, through both personal and non-personal media, to inform customers of the 
benefits, to persuade them of the value of what is being done and to re-assure them that 
their co-operation will not make too many heavy demands on them (Sajuyigbe, Amusat, & 
Oloyede, 2013). 
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2.2.3 Training on Employee Communication and service provision 
The Chartered Institute of Personnel and Development (CIPD) (2016), asserts that an 
essential part of any business and an HR function is communication. Effective internal 
communication is important within an organization in order develop trust. It have 
significant impact on how employees’ are engaged, on the organizational culture, and 
ultimately on their productivity. CIPD avers that several employees feel that either 
insufficient or very little information is passed on to them. To be successful organizational 
communication requires management support and a clear strategy and evaluation. A long 
standing approach is one -way communication and through which positive feelings of trust 
have been enhanced by employees who feel “listened to”. This is conducted through face-
to-face meetings, by way of interactive video interviews, conduct of employee surveys, 
and through use of Q&A features to the employee, through use of internet, and through 
anonymous suggestions dropped in to suggestion boxes. 
The outcome of any work project is significantly influenced by many employees and one 
might see all of the employees working at a common purpose towards achieving a shared 
goal if communication is done strategically and with purpose. Weal (2014) argued that to 
stay informed and work towards the shared goals in an organization is allowed by an 
affective employee communication, which contributes to the success of a company’s 
success by engaging employees continuously and keeping them eager to 
contribute. Engaged Employees have a better positive attitude to work and customers and 
they are much more engaged with the company/ team if they are regularly communicated 
to and in an effective manner (Ray, 2017). 
Consistency should be ensured in communication in which one will get a more consistent 
approach and less tendency action for people to come up with interpretation of what they 
think about the meaning of something especially if everyone understands their role within 
what the company/team is pursuing (Frost, 2016). Two-Way Feedback is promoted 
through communication. A two-way feedback between management and employee, 
departments and colleagues is provided by a regular and effective communications which 
invites people to engage in discussion (after all communication is a dialogue). A culture of 
sharing ideas and knowledge is promoted compliance with Regulatory Bodies is also 
enhanced since employees are made to be aware of compliance requirements and all 
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regulatory requirements, company guidelines/policies and/or where to find them if there is 
effective communications and training information (Grossman, 2016). 
Communication ensures a common understanding of strategy and goals. Employees 
understand what the company/team is trying to achieve as a whole and how to fit their 
work into the bigger picture. It also promoted Positive Attitude Towards Change in which 
employees respond to changes much more positively if they are communicated to 
effectively. Champions willing to help within the company/team to enable change can also 
be identified through communication (Grossman, 2017). 
Highly motivated engaged employees provide valuable, productive and cost-effective 
services. Making a difference which is measurable to our results and the value perceived 
by our customers, they make an extra effort or ‘go the extra mile’. A negative shift in any 
/all of the above benefits will be led by the failure to communicate. A serious detrimental 
effect will be seen not only on your company’s operational efficiency but also the 
satisfaction of customers and your ultimately profit and market share. Through regular and 
effective communications which are relevant and timely, we have to keep employees 
informed and engaged in order to achieve engagement in our workforce (Weal, 2011).  
2.2.4 Training on Stock Management and Service Provision 
According to EMG (2017) depending on the type of stock involved, nature and size of 
your business you can decide how much stock to keep. You can pay a fee to your supplier 
to store your goods if you are short of space and you are able to buy in bulk and you can 
call it off as when needed. Management of stock is a crucial element of control operations 
within an organization, which can affect all management areas within a company. Making 
the right purchasing decisions, deciding on special offers for sale and ordering stock for 
seasonal changes is a part of what effective stock control is all about. 
Stock management can affect all management areas in a business. This makes it a critical 
element of control operations within a company. The essence of stock management is 
captured in making of right purchasing decisions, deciding on special sale offers and re-
stocking levels with regard to seasonal changes (Find Courses, 2016). 
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2.3 Study Gaps to Be Filled and Summary 
The empirical literature has shown that it is important for companies to engage employees 
in activities that would lead to lower levels of customer complaints (Claro, Fragoso, Neto, 
& Claro, 2014). This study sought to establish whether training at Cleanshelf supermarket 
is helping the employees be able to reduce customer complaints. It also sought data that 
would help the company minimize the risk of failure though training through targeting of 
employees that have a direct contact with customer (Karlan & Valdivia, 2011). The study 
further showed that training programs should be evaluated regularly to ensure success. 
This study sought to establish whether Cleanshelf improves its training programmes 
through regular monitoring and evaluation. 
The study further showed that frontline employees are regarded as the company’s 
spokespersons within the context of company–customer relationship and interaction and 
are influential on the customer’s satisfaction level (Cambra-Fierro, Melero-Polob and 
Vázquez-Carrascoa, 2014). This study therefore investigated whether the Cleanshelf seeks 
to empower its staffs to be good company representative through training 
Because of the interaction between customers and staff in the creation and delivery of a 
service, it is particularly important to focus on developing staff to deliver high levels of 
functional and service quality. This does not mean a take-over of personnel and 
operational management functions by marketing, but marketer must work closely with 
these line managers to ensure that the right staff are recruited, inducted and trained and 
that they then perform to the service standards set. The pay and rewards system employed 
can also help to boost staff morale and encourage them to take a positive approach to 
service delivery. Defining the ideal profile and right remuneration package for staff is not 
easy. Lack of training and development leads to: poor customer satisfaction, lack of 
employee satisfaction and poor performance. At retail shops training and development 
practices sometimes exists but they do not positively influence the employee’s capacity to 
deliver services. This study aimed at investigating whether the training at Cleanshelf 
supermarket is having the desired influence on the staff. It also sought to determine how 
training is leads to customer satisfaction and how it improves communication among staff.  
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2.4 Conceptual Framework 
The conceptual framework, which is a structure that theoretically represents principles, 
assumptions, and rules that hold together the ideas of a study project. It is made up of 
broad concepts that are used to understand the place of and inform the direction of a 
research project (Smyth R. , 2004) as shown in Figure 2:1. As a shop offering self-service 
food and household products in a wide variety, a supermarket is a retail shop in which the 
shopping service is supported by different staff.  The retail industry is highly competitive 
and thus there is need to train staff members on better ways of serving the customers. 
There are three core issues among others that make a customer experience great in a 
supermarket. These are customer care, employee communication and stock management 
(such as display).  
Figure 2.1: Conceptual Framework showing Relationship between Variables 
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2.5 Operationalization of Variables 
The figure shows how the variables interact with each other. The independent variables are 
customer care training, customer relationship training and stock management training, 
while the dependent variable is the performance of the supermarket. 
2.5.1 Customer Care Training 
Customers are critical to any business. Due to the upsurge in numbers of customers, well 
implemented customer care programs have significantly promoted organizations sales, 
profits and services. A satisfied customer will bring another customer while an unsatisfied 
customer may go away with many others. Employee satisfaction is both indicative and a 
measure of workers happiness to their job and  their working environment. Whey the 
loyalty, it means repeat business for the company. Trained employees build customers 
loyalty through effective customer service. To identify specific problems leading to 
lowered morale, surveys and meetings can be great tools to truly get to the center of the 
data surrounding employee satisfaction (Campbell, 1995).  The other important aspect of a 
customer is trust. When a customer is satisfied and served well trust will be maintained 
and the customer will bring another customer while an unsatisfied customer may go away 
with many others. Customer interaction is important to achieve these aspects. Productivity 
might be improved by changing the way the customer interacts with the service provider 
and the staff. It might also mean developing or changing the role of the customer in the 
service deliver itself. 
2.5.2 Employee Communication Training 
Engaged employees have a better attitude towards work and customers and they are much 
more engaged with the company/ team if they are regularly communicated to and in an 
effective manner. There should also be Consistency. When ensured, a business get a more 
consistent approach and less tendency action for people and come up with interpretation of 
what they think about the meaning of something but only if everyone understands their 
role within what the company/team is trying to achieve. In addition, employees should be 
compliant to and aware about all regulatory requirements, company guidelines/policies 
and/or where to find them if there is effective communications and training information. 
They should also be understanding. Employees should understand what the company/team 
is trying to achieve as a whole and how to fit their work into the bigger picture. They 
should also be productive. Highly motivated engaged employees provide valuable, 
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productive and cost-effective services. Making a difference which is measurable to our 
results and the value perceived by our customers, they make an extra effort or ‘go the extra 
mile’. 
2.5.3 Stock Management Training 
One key issue on stock management is Service level. Management of stock is a crucial 
element of control operations within an organization, which can affect all management 
areas within a company. Making the right purchasing decisions, deciding on special offers 
for sale and ordering stock for seasonal changes is a part of what effective stock control is 
all about. The concern should also be about lead-time. The essence of stock management is 
captured in making of right purchasing decisions, deciding on special sale offers and re-
stocking levels with regard to seasonal changes (Find Courses, 2016). 
2.6 Chapter Summary 
This chapter has looked at theoretical literature review, the role of training on business 
performance and on customer care. It has also looked at empirical literature review, on 
conceptual framework and on operationalization of variables. 
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CHAPTER THREE 
RESEARCH DESIGN AND METHODOLOGY 
3.0 Introduction 
This chapter describes the process the researcher used to identify the target population, 
sampling technique, and the instruments used to collect data. It also stipulates data 
analysis. Methods used in the study. 
3.1 Research Design 
Research design is about arrangement of stipulations and conditions that facilitate the 
collection of data and its subsequent analysis in a manner that combines relevance to a 
research process, and within the economy of the stipulated procedure. A cross-sectional 
design which is descriptive was employed in the study where variables are described by a 
set of methods and procedures. Data describing events were gathered, organized, tabulated, 
depicted and described. Questions who, what and how are answered by descriptive studies 
portraying the variables. A descriptive survey research is a research design that attempts to 
show the status quo of study items (Nardi, 2014). 
A research which is descriptive is concerned with the discovery of ideas and insights by 
allowing the study to provide a considerate opportunity for a flexible examination of 
diverse aspects scoped by the problem under the investigation. Descriptive design was 
applied to collect data from specific population or a sample from that population and 
typically utilize questionnaire or an interview schedule as a survey instrument (Cresswell, 
2013). A questionnaire was administered to the supermarket staffs and management 
personnel. 
3.2 Target Population 
The researcher targeted all the 35 employees working at Cleanshelf supermarket regardless 
of their position in the retail shop in the following groupings: - Managers, secretaries, 
keypunchers, cashiers, casuals, drivers, accountants and general employees. According to 
Walliman and Walliman (2011) a target population can be people of a certain age group, 
gender, marital status and so on. A target population shows the number of the larger group 
that the researcher intended to manipulate so as to get the required information. 
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3.3 Sampling Technique and Sample Size 
A sample refers to a sub-set of the target population necessitated when the latter is too 
large to be entirely included in the study. Sampling is essential as it reduces research costs 
and time, but more importantly when it is impossible to study the whole population. Since 
the number is low, there was no need for sampling, but instead all the members in study 
population were targeted. A census survey collects complete information from all 
participants in the population. 
Table 3.1: Distribution of Target Population 
Target Population Population Percentage 
Managers 2 6% 
Secretaries 1 3% 
Keypunchers 3 9% 
Cashiers 6 16% 
Casuals 8 23% 
Drivers 4 11% 
Accountants 2 6% 
General employees 9 26% 
Totals 35 100% 
Source: Researcher (2017) 
3.4. Instruments 
The study employed the use of a questionnaire to gather both primary and secondary data.  
There are various tools for data collecting but the main ones are questionnaires as 
discussed by Mugenda and Mugenda (2003). In collecting primary data, open and closed 
ended questions were both applied. Kothari  (2004)  noted that, primary methods of data 
collection include:  structured  and  semi-structured questionnaires which could also be 
mailed or handed directly to respondents. It also includes  structured  and  semi-structured  
interviews that can be administered face-to-face or through telephone  interviews. Other 
times is uses observation  checklists or focus  group  discussions. Method commonly used 
mostly when respondents are willing to co-operate and be reached easily is use of 
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questionnaires. Questionnaire are advantageous when independently reaching large 
number of  literate individuals. 
3.5 Pilot Study 
 Pre-testing was done before the actual study through a pilot study conducted at Mugo 
Supermarket. It targeted 4 respondents who are equal to 10% of the targeted study 
population. The pilot study was to improve on the questionnaire by removing errors and 
testing their reliability before the actual study. 
3.5.1 Validity 
When results obtained from the research instruments actually represent the current 
condition under study, then it is said to be valid. (Mugenda and Mugenda, 2003) validity 
therefore has to do with how the data obtained in the study represent the variables of the 
study is accurate. If reflection of a variable of such data is true, accurate and meaningful 
inferences based on such a data will be made (Mugenda & Mugenda, 2003). To increase 
on the validity, the student is discussed the research instrument with the supervisor, whose 
expert opinion was used to improve the instrument. 
3.5.2 Reliability Test 
Reliability is a measure to which an instrument would produces consistent results on 
repeated trials. Consistent results are provided by a reliable measuring instrument. It 
means the consistency of the scores from one instrument to another and from one set of 
items to another and also refers to the internal consistency of the items being tested 
(Fraenkel, Norman, & Helen, 2010). Reliability was tested during the pilot. The testing 
was done to the same group of staff at Mugo supermarket twice, within a span of two 
weeks. The responses indicated whether there is consistency. 
3.6 Procedure for Data Collection 
A researcher visited the supermarket to meet the management, after obtaining the letter 
from the university. The researcher handed over the instruments to the staff members and 
then collected them after three days.  
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3.7 Data Analysis and Presentation 
Analysis of data is about systematic process of gathering data, modeling it and 
transforming it into sensible form with an aim of generation information, generating 
conclusions, and supporting decision making.  
Analysis of data was based on the research questions. Before data analysis was done, the 
questionnaires/responses was fully edited, coded, tabulated and processed by means of a 
computer for completeness and consistency. Quantitative data was analyzed descriptively. 
Statistical Package for Social Sciences (SPSS) version 20 software was used,  and the 
results presented in frequency and percentages tables. Graphs were used too to enhance 
clarity of data presentation. 
3.8 Ethical Considerations 
As a matter of ethical practice, the study collected actual data rather that making it up.. All 
other people’s ideas, processes, results, were given appropriate credit. The researcher 
maintained objectivity in all the phases of the study, in order to get accurate and reliable 
data. Where electronic equipment was needed, such as tape-recorder, consent was sought 
before the session starts. 
While collecting data, the researcher ensured that consistency is obtained from the 
respondents for purposes of confidentiality. The researcher also ensured that the research is 
explained to the respondents beforehand so as to obtain relevant information and also so as 
to make their own judgment on whether to participate or not. The researcher got the 
required legal permissions from relevant authorities. The researcher agrees to share the 
research findings after completion of research with the relevant users who may be 
interested in utilizing the research findings. In this study, the participants were not required 
to provide either their identity or work station for the purpose of anonymity. 
3.9 Chapter Summary 
The chapter has discussed resign design and the methodologies that used in implementing 
the study. It has discussed the study population, the instruments used and the pre- testing 
of instruments. It has also included the ethical considerations.  
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CHAPTER FOUR 
RESEARCH FINDINGS AND DISCUSSION 
4.0 Introduction 
This chapter presents, interprets and analyzes data gathered by the study, which was done 
along study the objectives. The findings are in form of tables, figures and discussion. 
4.1. Presentation of Research Findings 
4.1.1 Response Rate 
Out of the 35 sampled respondents, 32 were questionnaires were returned showing a 
response rate of 91.43%. A response rate of 50% is considered adequate, 60%  is good 
while above 70% and above is very good (Best and Khan 2006) meaning, the response rate 
met the threshold that enabled the researcher to go ahead and analyze data as presented in 
the following tables and figures. 
4.1.2 Background Information 
Age  
Age of the respondents was captured and results of data analysis presented in Figure 4.1. 
Figure 4.1: Age Disparity 
 
 
 
 
 
 
Figure 4.1 show that most (59.38%) respondents were aged between 25-35 years old while 
18.75% were below age 25. This implies that most respondents in the study area are in 
their youthful age. 
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Respondent’s Gender  
The study sought data on the gender disparity and after data analysis presented results in 
Figure 4.2. 
Figure 4.2: Genders Disparity 
 
Majority (65.63%) of the respondents as shown in Figure 4:2 were female and fewer 
34.38% were male implying that both genders were well represented though were females. 
Respondents Education Level  
Data on education levels was obtained and analyzed then results presented in figure 4.3. 
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Figure 4.3: Respondents Level of Education  
 
 
Figure 4.3 show that most (59.38%) had gone up to secondary school while 25% had 
diploma. This implies that most employees working in Cleanshelf Supermarket have not 
gone beyond secondary level of education. This suggests that they have basic education. 
Length of Time Working With Cleanshelf Supermarket 
The study sought data on the length of time the respondents have been working with 
Cleanshelf Supermarket. The results of data analysis is in figure 4.4. 
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Figure 4.4: Length of Time Working with Cleanshelf Supermarket 
 
 
Figure 4.4 shows that most (50.00%) have been working with Cleanshelf Supermarket for 
3-5 years while 34.36% of the respondents have worked for 6-9 years. This implies that 
majority of employees working in Cleanshelf Supermarket have a good working 
experience in the supermarket. 
Training and Development Programs  
The study sought to know whether there are training and development programs within 
Cleanshelf Supermarket then presented results of data analysis is Figure 4.5. 
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Figure 4.5: Training and Development Programs 
 
 
Figure 4.5 show that majority (62.50%) of the staff do receive training and development 
programs while 37.50% of the respondents do not receive training and development 
programs. This indicates that most respondents receive training and development 
programs. 
Length of Time Respondents Receive Training 
The study sought data to identify after how long training is received by the respondents. 
The results of data analysis are in Figure 4.6. 
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Figure 4.6: Length of Time Respondents Receive Training 
 
 
Figure 4.6 imply that most (59.36%) respondents received training yearly while 18.75% 
receive training after 7-9 months. This shows that employee training at Cleanshelf 
supermarket is done once in a year. 
4.1.3 Effect of Staff Training In Customer’s Care on Service Provision 
The study aimed at examining the effect of staff training on customer’s care in service 
provision at Cleanshelf supermarket. The results of data analysis are below. 
Training Gives an Employee Confidence in Handling Customers 
Results of data analysis on whether training gives employees confidence in handling 
customers are shown in table 4.1. 
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Table 4.1: Training Gives an Employee Confidence in Handling Customers 
Response  Frequency Percent 
Strongly Agree 6 18.8 
Agree 13 40.6 
Not Sure 4 12.5 
Disagree 5 15.6 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.1 show that cumulatively (59.4%) most either agreed or strongly 
agreed that training gives employee’s confidence in handling customers. A significant 
percentage cumulative of those that disagreed and strongly disagreed was 28.1%.This 
implies that most employees thinks that training gives them confidence in handling 
customers. 
Training Enables the Employees to Become Conscious of Customers’ Needs 
The study sought data on whether training enables the employees to become conscious of 
customers’ needs and presented findings in Table 4.2. 
Table 4.2: Training Enables the Employees to Become Conscious of Customers’ 
Needs 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 15 46.9 
Not Sure 6 18.8 
Disagree 2 6.3 
Strongly Disagree 5 15.6 
Total 32 100.0 
The findings in Table 4.2 show that cumulatively, most (59.4%) respondents either agreed 
and strongly agreed that training enables the employees to become conscious of 
customers’ needs while a significant percentage cumulative of those that disagreed and 
strongly disagreed was 21.9%. This shows that training is important to employees as it 
helps them become conscious of customer’s needs. 
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Training and Development Helps Develop and Improve the Organizational Customer 
Centered Culture 
The study sought data on whether training and development helps develop and improve the 
organizational customer centered culture and the results presented in table 4.3. 
Table 4.3: Training and Development Helps Develop and Improve the Organizational 
Customer Centered Culture 
 
Table 4.3 show that cumulatively, majority (62.5%) agreed and strongly agreed that 
training and development helps develop and improve the organizational customer centered 
culture. A significant percentage cumulative of those that were not sure and disagreed was 
37.5%. This indicates that training and development helps develop and improve the 
organizational customer centered culture. 
Training We Receive Equips Us with A Capacity to Provide A Friendly Environment 
for Our Customers 
The study sought data on whether training received equips employees with a capacity to 
provide a friendly environment for customers and presented results in table 4.4. 
 
 
 
 
 
Response  Frequency Percent 
Strongly Agree 9 28.1 
Agree 11 34.4 
Not Sure 4 12.5 
Disagree 8 25.0 
Total 32 100.0 
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Table 4.4: Training We Receive Equips Us with A Capacity to Provide A Friendly 
Environment for Our Customers 
Response  Frequency Percent 
Strongly Agree 6 18.8 
Agree 13 40.6 
Not Sure 4 12.5 
Disagree 5 15.6 
Strongly Disagree 4 12.5 
Total 32 100.0 
Table 4.4 shows that cumulatively, majority (59.4%) agreed and strongly agreed that 
training received equips employees with a capacity to provide a friendly environment for 
customers. A significant percentage cumulative of those that disagreed and strongly 
disagreed was 28.1%. This implies that training received by employees is beneficial as it 
equips them with the capacity to provide a friendly environment with customers. 
Training Helps To Ensure We Serve Our Customers to Their Satisfaction 
The study sought data on whether training helps to ensure employees serve their customers 
to their satisfaction and presented results in Table 4.5. 
Table 4.5: Training Help to Ensure We Serve Our Customers to Their Satisfaction 
Response  Frequency Percent 
Strongly Agree 5 15.6 
Agree 12 37.5 
Not Sure 6 18.8 
Disagree 5 15.6 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.5 show that cumulatively, majority (53.1%) agreed and strongly 
agreed that training helps to ensure employees serve their customers to their satisfaction. A 
significant percentage cumulative of those that disagreed and strongly disagreed was 
28.1%.  This implies that the training received by employees at Cleanshelf supermarket 
help them serve their customers to their satisfaction. 
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Trained Employees Help Our Business to Build Customer Loyalty through Effective 
Customer Service 
The study sought data on whether trained employees help business to build customer 
loyalty through effective customer service and results presented in Table 4.6. 
Table 4.6: Trained Employees Help Our Business to Build Customer Loyalty through 
Effective Customer Service 
Response  Frequency Percent 
Strongly Agree 10 31.3 
Agree 11 34.4 
Not Sure 4 12.5 
Disagree 7 21.9 
Total 32 100.0 
The findings in table 4.6 show that cumulatively, most (65.7%) respondents either agreed 
or strongly agreed that trained employees help business to build customer loyalty through 
effective customer service. A significant percentage cumulative of those that were not sure 
and disagreed was 34.4%. This implies that trained employees build customers loyalty 
through effective customer service. 
Training employees gives them skills that enable them to solve customer complaints 
quickly 
The study sought data on whether training employees gives them skills that enable them to 
quickly solve complaints from customers then presented results in Table 4.7. 
Table 4.7: Training Employees Give Them Skills That Enable Them to Solve 
Customer Complaints Quickly 
Response Frequency Percent 
Strongly Agree 8 25.0 
Agree 12 37.5 
Not Sure 4 12.5 
Disagree 4 12.5 
Strongly Disagree 4 12.5 
Total 32 100.0 
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The findings in table 4.7 show that cumulatively, majority (62.5%) either agreed or 
strongly agreed that training employees gives them skills that enable them to solve 
customer complaints quickly. A significant percentage cumulative of those that agreed and 
strongly disagreed was 25.0%. This implies that customer’s complaints are solved quickly 
by trained employees. 
Improved Performance of Employees in Our Business Has Helped the Customers to 
Trust Us More  
The study sought and analyzed data on whether improved performance of employees in 
business has helped the customers to trust employees more as presented in table 4.8. 
Table 4.8: Improved Performances of Employees in Our Business Have Helped the 
Customers to Trust Us More 
Response  Frequency Percent 
Strongly Agree 7 21.9 
Agree 11 34.4 
Not Sure 8 25.0 
Disagree 2 6.3 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.8 show that cumulatively, most (56.3%) agreed and strongly agreed 
that improved performance of employees in the business has helped the customers to trust 
employees more. A significant percentage cumulative of those that disagreed and strongly 
disagreed was 18.8%.  This implies that improved performance of employees in Cleanshelf 
supermarket has helped the customers to trust employees more. 
Our Business Uses the Trust Gained From Customers to Flourish Under Stiff 
Competition 
The study sought data on whether the business uses the trust gained from customers to 
flourish under stiff competition and presented results in table 4.9. 
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Table 4.9: Our Business Uses the Trust Gained From Customers to Flourish Under 
Stiff Competition 
Response  Frequency Percent 
Strongly Agree 9 28.1 
Agree 13 40.6 
Not Sure 4 12.5 
Disagree 4 12.5 
Strongly Disagree 2 6.3 
Total 32 100.0 
Table 4.9 show that cumulatively,  most (68.7%) respondents agreed and/or strongly 
agreed that the business uses the trust gained from customers to flourish under stiff 
competition.  A significant percentage cumulative of those that disagreed and strongly 
disagreed was 18.8%. This indicates that trust gained from customers is used by a business 
to flourish under stiff competition. 
Training of Employees Enables Them to Interact With Customers Better 
The study sought to know whether training of employees enables them to interact with 
customers better and presented results table 4.10. 
Table 4.10: Training of Employees Enable Them to Interact With Customers Better 
Response  Frequency Percent 
Strongly Agree 7 21.9 
Agree 12 37.5 
Not Sure 4 12.5 
Disagree 5 15.6 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.10 show that cumulatively, majority (59.4%) either  strongly agreed 
or agreed that training of employees enables them to interact with customers better. A 
significant percentage cumulative of those that disagreed and strongly disagreed was 
28.1%. This indicates that trained employees interact well with their customers. 
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4.1.4 Effect of Staff Training On Employee’s Communications on Service Provision 
The second objective was aimed at investigating how staff training affect of on employee’s 
communications in service provision at Cleanshelf supermarket. The findings are 
presented in the sections below. 
Management Provide Training on Effective Organizational Communication 
Regularly 
The study sought and analyzed data on whether the management has provided training on 
effective organizational communication regularly and presented in table 4.11. 
Table 4.11: Management Provide Training on Effective Organizational 
Communication Regularly 
Response   Frequency Percent 
Strongly Agree 3 9.4 
Agree 9 28.1 
Not Sure 3 9.4 
Disagree 10 31.3 
Strongly Disagree 7 21.9 
Total 32 100.0 
Table 4.11 shows cumulatively, majority (53.2%) either disagreed or strongly disagreed 
that the management has provided training on effective organizational communication 
regularly. A significant percentage cumulative of those that agreed and disagreed was 
37.5%. This implies that management does not provide regular training on effective 
organization communication. 
Training on Organizational Communication Enables Easy Running of the 
Supermarket 
The study sought and analyzed data to know whether training on organizational 
communication enables easy running of the supermarket and presented the results in table 
4.12. 
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Table 4.12: Training on Organizational Communication Enables Easy Running of the 
Supermarket 
Response  Frequency Percent 
Strongly Agree 3 9.4 
Agree 12 37.5 
Not Sure 5 15.6 
Disagree 9 28.1 
Strongly Disagree 3 9.4 
Total 32 100.0 
The findings in table 4.12 show that cumulatively, most (46.9%) of the respondents either 
agreed or strongly agreed that training on organizational communication enables easy 
running of the supermarket. However, a significant percentage cumulative of those that 
disagreed and strongly disagreed was 37.5%. This implies that training of organizational 
communication enables easy running of the supermarket. 
Training on Communication Promotes Organizational Productivity 
The study analyzed data on whether training on communication promotes organizational 
productivity and presented it in Table 4.13. 
Table 4.13: Training on Communication Promote Organizational Productivity 
Response  Frequency Percent 
Strongly Agree 8 25.0 
Agree 12 37.5 
Not Sure 2 6.3 
Disagree 7 21.9 
Strongly Disagree 3 9.4 
Total 32 100.0 
Table 4.13 show that cumulatively, most (62.5%) respondents either agreed and strongly 
agreed that training on communication promotes organizational productivity.  A significant 
percentage cumulative of those that disagreed and strongly disagreed was 31.3%. This 
indicates that that training on commutation promotes organizational productivity. 
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Training Employees in Communication Has Improved Efficiency of Sharing 
Information on Business 
The study sought to know whether training employee in communication has improved 
efficiency of sharing information in business presented results of data analysis in table 
4.14. 
Table 4.14: Training Employee in Communication Has Improved Efficiency of 
Sharing Information in Business 
Response  Frequency Percent 
Strongly Agree 5 15.6 
Agree 12 37.5 
Not Sure 2 6.3 
Disagree 10 31.3 
Strongly Disagree 3 9.4 
Total 32 100.0 
 
Findings in table 4.14 show that cumulatively most (53.1%) respondents either agreed or 
strongly agreed that training employee in communication has improved efficiency of 
sharing information in business. However, a significant percentage of those that disagreed 
and strongly disagreed were 40.7%. This implies that employee training in communication 
has improved the efficiency of sharing information in the supermarket.   
Training on Effective Employee Communication Enables Employees to Contribute to 
the Company’s Success  
The study sought to know whether training on affective employee communication enables 
employees to contribute to the company’s success and presented results of analysis in table 
4.15. 
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Table 4.15: Training on Effective Employee Communication Enable Employees to 
Contribute to the Company’s Success  
Response  Frequency Percent 
Strongly Agree 5 15.6 
Agree 15 46.9 
Not Sure 2 6.3 
Disagree 7 21.9 
Strongly Disagree 3 9.4 
Total 32 100.0 
Table 4.15 show that cumulatively most (63.5%) respondents agreed or strongly agreed 
that training on affective employee communication enables employees to contribute to the 
company’s success. A significant percentage cumulative of those that disagreed and 
strongly disagreed was 31.3%. This indicates that employees have contributed to the 
success of the company through training on affective employee communication. 
Training of Employee on Communication Ensures Consistent Flow of Information 
between All Levels of Our Business 
The study sought to know whether training of employee on communication ensures 
consistency in the flow of information between all business levels the presented the results 
of analysis in table 4.16. 
Table 4.16: Training of Employee on Communication Ensure Consistent Flow of 
Information between All Levels of Our Business 
Response  Frequency Percent 
Strongly Agree 5 15.6 
Agree 13 40.6 
Not Sure 3 9.4 
Disagree 8 25.0 
Strongly Disagree 3 9.4 
Total 32 100.0 
Findings in table 4.16 show that slightly cumulatively more than half (56.2%)  either 
agreed and/or strongly agreed that training employees on communication ensures 
consistent flow of information between all levels of the business. A significant percentage 
cumulative of those that disagreed and strongly disagreed was 34.4%. This indicates that 
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employee training on communication ensures that there is consistent flow of information 
in all levels of business. 
Training Employees on Communication Ensures Compliance to Standards of 
Business Operations in Our Business 
The study sought and analyzed on whether training employees on communication ensures 
compliance to standards of business operations in business as presented in table 4.17. 
Table 4.17: Training Employees on Communication Ensures Compliance to 
Standards of Business Operations in Our Business 
Response  Frequency Percent 
Strongly Agree 5 15.6 
Agree 13 40.6 
Not Sure 3 9.4 
Disagree 10 31.3 
Strongly Disagree 1 3.1 
Total 32 100.0 
The findings in table 4.17 show that cumulatively, most (56.3%) respondents either agreed 
or strongly agreed that training employees on communication ensures compliance to 
standards of business operations in business. A significant percentage cumulative of those 
that disagreed and strongly disagreed was 34.4%. This indicates that training of employees 
on communication ensures that there is compliance to standards of business operations. 
Training Employees on Communications Ensures That Management and Others 
Staff Members Are Engaged To Each Other In Business Environment 
The study sought data and analyzed on whether training employees on communications 
ensures that management and others staff members are engaged to each other in business 
environment as presented in table 4.18. 
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Table 4.18: Training Employees on Communications Ensures That Management and 
Others Staff Members are engaged to Each Other In Business Environment 
Response  Frequency Percent 
Strongly Agree 1 3.1 
Agree 18 56.3 
Not Sure 1 3.1 
Disagree 11 34.4 
Strongly Disagree 1 3.1 
Total 32 100.0 
Table 4.18 shows that cumulatively, most (59.4%) respondents agreed or strongly agreed  
that training employees on communications ensures that management and others staff 
members are engaged to each other in business environment. A significant percentage 
cumulative of those that disagreed and strongly disagreed was 37.5%. This implies that 
training employees on communication ensures that management and others staff members 
are engaged to each other very well. 
Training Employee on Communication Has Created a Good Understanding of the 
Customers 
The study sought to know whether training employee on communication has created a 
good understanding of the customers. Results from analyzed data are shown in  table 4.19. 
Table 4.19: Training Employee on Communication Has Created a Good 
Understanding of the Customers 
Response  Frequency Percent 
Strongly Agree 7 21.9 
Agree 14 43.8 
Not Sure 4 12.5 
Disagree 7 21.9 
Total 32 100.0 
Table 4.19 shows that cumulatively, majority (65.7%) of respondents either agreed and 
strongly agreed that training employee on communication has created a good 
understanding of the customers. A significant percentage cumulative of those that were not 
sure and those that disagreed was 34.4%. This implies that training employee on 
communication has created a good understanding of the customers. 
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Training Employees on Communication Boosts Productivity of both the Support 
Staff and Managers 
The study sought to know whether training employees on communication boosts 
productivity of both the support staff and managers and presented results of analysis in 
table 4.20. 
Table 4.20: Training Employees on Communication Boost Productivity of both the 
Support Staff and Managers 
Response  Frequency Percent 
Strongly Agree 6 18.8 
Agree 15 46.9 
Not Sure 1 3.1 
Disagree 8 25.0 
Strongly Disagree 2 6.3 
Total 32 100.0 
The findings in table 4.20 show that cumulatively, most  (65.6%) respondents either 
agreed and strongly agreed that training employees on communication boosts productivity 
of both the support staff and managers. A significant percentage cumulative of those that 
disagreed and strongly disagreed was 31.3%. This indicates that good communication 
boosts productivity of both the support staff and managers. 
There is Improved Understanding among the Staff Due to Training on 
Communication 
The study sought to know whether there is improved understanding among the staff due to 
training on communication and presented the results of data analysis in table 4.21. 
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Table 4.21: There Is Improved Understanding among the Staff Due To Training on 
Communication 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 16 50.0 
Not Sure 1 3.1 
Disagree 6 18.8 
Strongly Disagree 5 15.6 
Total 32 100.0 
Table 4.21 shows that cumulatively, most (62.5%) respondents agreed and/or strongly 
agreed that there is improved understanding among the staff due to training on 
communication. A significant percentage cumulative of those that disagreed and strongly 
disagreed was 34.4% disagreed. This implies that understanding among the staff is a result 
of training on communication. 
Employee Training on Communication Has Helped Employees Respond to Changes 
Much More Positively 
The study sought data on whether employee training on communication has helped 
employees respond to changes much more positively and presented results in table 4.22. 
Table 4.22: Employee Training on Communication Has Helped Employees Respond 
to Changes Much More Positively 
Response  Frequency Percent 
Strongly Agree 8 25.0 
Agree 10 31.3 
Not Sure 2 6.3 
Disagree 7 21.9 
Strongly Disagree 5 15.6 
Total 32 100.0 
The findings in table 4.22 show that cumulatively most (56.3%) respondents either agreed 
and strongly agreed that employee training on communication has helped employees 
respond to changes much more positively. A significant percentage cumulative of those 
that disagreed and strongly disagreed was 37.5%. This implies that through training, 
employees have responded to changes much more positively at a very high rate. 
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Employee Training on Communication Leads To a Consistent Approach of 
Customers and Less Tendency of Complaints from Customers 
The study sought and analyzed data on whether employee training on communication 
leads to a consistent approach of customers and fewer tendencies of complaints from 
customers and presented in table 4.23. 
 
Table 4.23: Employee Training on Communication Leads To a Consistent Approach 
of Customers and Less Tendency of Complaints from Customers 
Response  Frequency Percent 
Strongly Agree 8 25.0 
Agree 6 18.8 
Not Sure 2 6.3 
Disagree 12 37.5 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.23 show that cumulatively, (50.0%) of the respondents disagreed 
and strongly disagreed that employee training on communication leads to a consistent 
approach of customers and fewer tendencies of complaints from customers. A significant 
percentage cumulative of those that agreed and strongly agreed was 43.8%. This implies 
that there is no consistent approach of customers from employee training on 
communication. 
4.1.5 Effect of Staff Training In Stock Management on Service Provision 
The third objective aimed at determining how staff training affects on stock management 
in service provision at Cleanshelf supermarket. The discussion are in the section below. 
Management Provide Training on Stock Control 
The study sought and analyzed data on whether management provides training on stock 
control presented results in Table 4:24. 
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Table 4.24: Management Provide Training on Stock Control 
Response  Frequency Percent 
Strongly Agree 3 9.4 
Agree 7 21.9 
Not Sure 5 15.6 
Disagree 14 43.8 
Strongly Disagree 3 9.4 
Total 32 100.0 
Findings in table 4.24 show that cumulatively, most (53.2%) respondents disagreed and/or 
strongly disagreed that management is able to provide training on stock control while a 
significant percentage cumulative of those that agreed and strongly agreed was 31.3%.  
This implies that management does not provide the required training on stock management 
to its maximum.  
Training in Stock Management Helps Customers to Make Right Purchasing 
Decisions 
The study sought to know whether training in stock management helped  customers to 
make right decisions when purchasing and represented findings in table 4.25. 
Table 4.25: Training in Stock Management Helps Customers Make Right Purchasing 
Decisions 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 5 15.6 
Not Sure 5 15.6 
Disagree 15 46.9 
Strongly Disagree 3 9.4 
Total 32 100.0 
According to Table 4.25 cumulatively, most (56.3%) respondents either disagreed or 
strongly disagreed that training in stock management helps customers make right 
purchasing decisions while a significant percentage cumulative of those that agreed and 
strongly agreed was 28.1%. This indicates that customers make right purchasing decisions 
for themselves and this may not be linked to employees attending training on stock 
management. 
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Training in Stock Management Helps in Pushing Goods off the Shelf  
The study sought and analyzed data to know whether training in stock management helps 
in pushing goods off the shelf and presented in table 4.26. 
Table 4.26: Training in Stock Management Helps in Pushing Goods off the Shelf  
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 16 50.0 
Not Sure 1 3.1 
Disagree 6 18.8 
Strongly Disagree 5 15.6 
Total 32 100.0 
The findings in table 4.26 imply that cumulatively, most (62.5%) respondents either agreed 
or strongly agreed that training in stock management helps in pushing goods off the shelf 
while a significant percentage cumulative of those that disagreed and strongly disagreed 
was 34.4%. This implies that in purchasing goods off the shelf, training on stock 
management is needed. 
Training in Stock Management Helps in Making Right and Timely Ordering of Stock 
The study sought to know whether training in stock management helps in making right and 
timely ordering of stock and the results presented in table 4.27. 
Table 4.27: Training in Stock Management Helps in Making Right and Timely 
Ordering of Stock 
Response  Frequency Percent 
Strongly Agree 2 6.3 
Agree 14 43.8 
Not Sure 2 6.3 
Disagree 9 28.1 
Strongly Disagree 5 15.6 
Total 32 100.0 
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The findings in table 4.27 show that cumulatively, most (50.1%) either agreed or strongly 
agreed  that training in stock management helps in making right and timely ordering of 
stock, while a significant percentage cumulative of those that disagreed and strongly 
disagreed was 43.8%. This implies that training in stock management is important in 
making right and timely ordering of stock. 
Stock Management Training Helps in Deciding on Optimum Stocking of Products 
The study sought to know whether stock management training helps in deciding on 
optimum stocking of products then presented outcome of data analysis in table 4.28. 
Table 4.28: Stock Management Training Helps in Deciding on Optimum Stocking of 
Products 
Response  Frequency Percent 
Strongly Agree 7 21.9 
Agree 10 31.3 
Not Sure 3 9.4 
Disagree 9 28.1 
Strongly Disagree 3 9.4 
Total 32 100.0 
According to Table 4.28 cumulatively, most (53.1%) respondents either agreed or strongly 
agreed that stock management training helps in deciding on optimum stocking of products, 
while a significant percentage cumulative of those that disagreed and strongly disagreed 
was 37.5%. This implies that training on stock management has a great impact in deciding 
on optimum stoking of products.   
Stock Management Training Enables Employees to Participate in Reducing Business 
Operating Costs 
The study sought to know whether stock management training enable employees to 
participate in reducing business operating costs and present outcome of analysis in table 
4.29. 
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Table 4.29: Stock Management Training Enables Employees to Participate in 
Reducing Business Operating Costs 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 4 12.5 
Not Sure 5 15.6 
Disagree 15 46.9 
Strongly Disagree 4 12.5 
Total 32 100.0 
The findings in table 4.29 show that cumulatively, most (53.2%) respondents either 
disagreed or strongly disagreed that stock management training enable employees to 
participate in reducing business operating costs. A significant percentage cumulative of 
those that agreed and strongly agreed was 25.0%. This indicates that employees training on 
stock management do not contribute to reduction of business operating costs. 
4.1.6 Service Provision 
The study also investigated on the rate of service provision at Cleanshelf Supermarket and 
presented the findings in the sections below.  
We Have Maintained Our Customers Loyalty for a Longer Period 
The study sought to know whether the supermarket has maintained its customer’s loyalty 
for a longer period then presented results of data analysis in table 4.30. 
Table 4.30: We Have Maintained Our Customers Loyal For a Longer Period 
Response  Frequency Percent 
Strongly Agree 9 28.1 
Agree 11 34.4 
Not Sure 4 12.5 
Disagree 8 25.0 
Total 32 100.0 
Table 4.30 shows cumulatively, most (62.5%) respondents either agreed or strongly agreed 
that the supermarket has maintained its customer’s loyalty for a longer period.  A 
significant percentage cumulative of those that disagreed and strongly disagreed was 
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37.5%. This implies that Cleanshelf has made efforts to maintain customer’s loyalty for a 
longer period. 
Increase in the Customers’ Number in the Recent Times 
The study sought and analyzed data on whether customers have increased in the the recent 
times and then presented the outcome of data analysis in table 4.31. 
Table 4.31: There Is an Increase in the Number of Customers in the Recent Times 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 6 18.8 
Not Sure 5 15.6 
Disagree 14 43.8 
Strongly Disagree 3 9.4 
Total 32 100.0 
Table 4.31 shows that cumulatively, most (53.2%)  respondents either disagreed and/or 
strongly disagreed there is an increase in the number of customers in the recent times, 
while a significant percentage cumulative of those that agreed and strongly agreed was 
31.3%. This indicates that the number of customers has been reducing or constant with 
time. 
Our Customers are Satisfied with our Service Provision 
The study sought to know whether customers were satisfied with service provided at 
Cleanshelf Supermarket then presented the outcome of data analysis in table 4.32. 
Table 4.32: Our Customers are Satisfied With Our Service Provision 
Response  Frequency Percent 
Strongly Agree 9 28.1 
Agree 12 37.5 
Not Sure 3 9.4 
Disagree 6 18.8 
Strongly Disagree 2 6.3 
Total 32 100.0 
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The findings in table 4.32 show that cumulatively, most (65.6%) respondents agreed 
and/or strongly agreed that customers are satisfied with their service provision. A 
significant percentage cumulative of those that disagreed and strongly disagreed was 
25.1%. This implies that services provided are of high quality and satisfying customers. 
Range of Products That We Offer Has Increased 
The study sought to know whether the range of products offered had increased then 
presented the outcome of data analysis in table 4.33. 
Table 4.33: Range of Products That We Offer Has Increased 
Response  Frequency Percent 
Strongly Agree 4 12.5 
Agree 13 40.6 
Not Sure 5 15.6 
Disagree 7 21.9 
Strongly Disagree 3 9.4 
Total 32 100.0 
Table 4.33 shows that cumulatively, most (56.2%) respondents agreed and/orstrongly 
agreed that the range of products offered has increased, while a significant percentage 
cumulative of those that disagreed and strongly disagreed was 31.3%. This implies that 
there is an increase in the range of products offered by the supermarket. 
4.2 Limitations of the Study 
The study was faced by skepticism and reluctance to divulge honest information under 
pretext of what would be called ‘trade secrets’ from the respondents, the researcher 
overcame the challenge by assuring the respondents that the study was purely for academic 
purpose and needed not indicate their names on questionnaires. The study was also limited 
to only the employee training and service provision at Cleanshelf supermarket in 
Nyahururu town, Laikipia County and therefore, the findings can only be generalized with 
caution to other retail shops or supermarkets. 
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4.3 Chapter Summary 
The chapter has discussed the research findings based on responses  and findings for each 
of the three study specific objectives as well as the background information.  It has also 
discussed the limitations of the study. 
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CHAPTER FIVE 
SUMMARY, RECOMMENDATIONS AND CONCLUSIONS 
5.0 Introduction 
The details below summarizes findings and draws conclusions based on study objectives 
nd make recommendations. 
5.1 Summary of Findings 
5.1.1 Effect of Staff Training in Customer’s Care on Service Provision 
On the effect of staff training and customer’s care service provision, the study showed 
most  respondents either agreed and strongly agreed that training gives employees 
confidence in handling customers. The findings also revealed that most respondents either 
agreed that training enables the employees to become conscious of customers’ needs.  It 
also showed that most agreed that training and development helps develop and improve 
organizational customer centered culture. In addition, the study showed that most 
respondents agreed that training equips employees with a capacity to provide friendly 
environment for customers. The study also revealed that most respondents agreed that 
training ensures employees serve their customers to their satisfaction. Furthermore, the 
study presented that most respondents agreed that trained employees help business to build 
customer loyalty through effective customer service while most respondents agreed 
training employees gives them skills that enable them to solve customer complaints 
quickly. It also revealed that most respondents agreed that improved performance of 
employees in the business helped the customers to trust employees more. Most 
respondents agreed that the business uses the trust gained from customers to flourish under 
stiff competition. The study also revealed that most  respondents agreed that training of 
employees enables them to interact with customers better. 
5.1.2 Effects of Staff Training on Employee’s Communications on Service Provision 
Most respondents disagreed that the management provided training on effective 
organizational communication regularly. It also revealed that most respondents agreed that 
training on organizational communication enables easy running of the supermarket. The 
findings indicated that most respondents agreed that training on communication promotes 
organizational productivity while majority agreed that training employee in 
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communication has improved efficiency of sharing information in business. The study also 
showed that majority agreed that training on affective employee communication enables 
employees to contribute to the company’s success and that most respondents agreed that 
training of employee on communication ensures consistent flow of information between all 
levels of the business.  
The findings presented that most respondents agreed that training employees on 
communication ensures compliance to standards of business operations in business while 
majority agreed that training employees on communications ensures that management and 
others staff members are engaged to each other in business environment.  The study 
revealed that most respondents agreed that training employee on communication has 
created a good understanding of the customers while majority of the respondents agreed 
that training employees on communication boosts productivity of both the support staff 
and managers. The finding revealed that most respondents agreed that there is improved 
understanding among the staff due to training on communication while majority agreed 
that employee training on communication has helped employees respond to changes much 
more positively. The results showed that most respondents disagreed that employee 
training on communication leads to a consistent approach of customers and fewer 
tendencies of complaints from customers. 
5.1.3 Effect of Staff Training in Stock Management on Service Provision 
On the effect of staff training in stock management on service provision, the findings 
presented that most respondents disagreed that management provides training on stock 
control while majority disagreed that training in stock management helps customers make 
right purchasing decisions. The study also revealed that most respondents agreed that 
training in stock management helps in pushing goods off the shelf and that majority agreed 
that training in stock management helps in making right and timely stock ordering. It also 
showed that majority agreed that stock management training helps in deciding on optimum 
stocking of products while most disagreed that stock management training enable 
employees to participate in reducing business operating costs. 
5.1.4 Service Provision 
On the service provision, data showed that most respondents agreed that the supermarket 
has maintained its customer’s loyalty for a longer period while majority disagreed that 
there number of customers have increased in the recent times. The study further revealed 
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that majority were of the opinion that customers are satisfied with service provision and 
majority agreed that the range of products offered has increased. 
5.2 Recommendations 
On the effect of staff training in customer care, the study recommends that; the 
management should train employees more regularly to improve performance of the 
supermarket, employees should be trained with a focus of reducing business operating 
cost, and management should focus on training that increases the number of customers and 
how to maintain them. The employees should take initiative to participate in training that 
enhance their customer care skills. This could increase their job performance and 
satisfaction. The Government should provide avenues in which training   of staff is easy  
On how staff training affect employee’s communications, employees should have 
opportunities to further their academic qualifications to higher levels of education. There 
should be equal training opportunities for both genders to avoid favoritism, also the 
management should provide regular training on effective organization communication. 
The staffs should learn communication as part of their regular and continuous training. 
When determining the curriculum, the Government and policy officers in the Kenya’s 
education system should ensure that communication is core and included.  
On the effect of staff training on stock management, employees should be trained more on 
the stock management as there has been a proof that purchasing goods off the shelf has a 
direct relationship how well employees are versed with stock management. Training in 
stock management is important in making right and timely ordering of stock. Additionally, 
the training has a great impact in deciding on optimum stoking of products. The employees 
should always seek to improve their skills and knowledge in stock control. The 
Government through curriculum designers should also enhance providing training on stock 
control for those intent to join commerce oriented jobs, especially in the retail sector 
On service provision, employees should be trained on how they could support customers to 
make right purchasing decisions, and the management should provide enhance training on 
effective organizational communication. Employees should also take initiative and self 
improvement in issues that aim at improving service provision. 
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5.3 Conclusion 
The study concluded that training gives employee’s confidence in handling customers as 
they become conscious of customers’ needs. Training and development helps develop and 
improve the organizational customer centered culture. Training received by employees as 
being beneficial in equipping them with the capacity to provide a friendly environment 
with customers hence serving them to their satisfaction. The study concludes that trained 
employees build customers loyalty through effective customer service and solving 
customer’s complaints quickly. The study concludes that trained employees interact well 
with their customers. The study also concluded that training of organizational 
communication enables easy running of the supermarket and promotes organizational 
productivity. Additionally, the training improves the efficiency of sharing information in 
the supermarket. Employees have contributed to the success of the company through 
training on affective employee communication. Employee training on communication 
ensures that there is consistent flow of information in all levels of business and that there is 
compliance to standards of business operations. The training also ensures that management 
and others staff members are engaged to each other very well. Training employee on 
communication has created a good understanding of the customers. Good communication 
boosts productivity of both the support staff and managers. Understanding among the staff 
is a result of training on communication. Through training, employees have responded to 
changes much more positively at a very high rate. With regard to service provision, the 
study made the following conclusions. Customer’s loyalty has been highly maintained for 
a longer period in the supermarket. However, the number of customers has been reducing 
or constant with time. Despite this, the study concluded that services provided are of high 
quality and satisfying customers. There is also an increase in the range of products offered 
by the supermarket. 
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APPENDICES 
APPENDIX I: LETTER OF INTRODUCTION 
This is an academic research project by JOSEPH MUTURI NJENGA; a Bachelor of 
Business Management and Leadership at Management University of Africa. The purpose 
of this letter is to obtain information concerning THE RELATIONSHIP BETWEEN 
EMPLOYEE TRAINING AND SERVICE PROVISION. All responses shall be treated 
with confidentiality.  
Signature ………………………. 
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APPENDIX II: RESEARCH STUDY QUESTIONNAIRE 
Section A: Background Information 
Kindly read the questions below regarding your background information and tick the box 
[√] that applies to you. 
1. What is your age group? 
Below 25 years old [  ]          25-35 years old [  ] 36-45 years old [  ] 
46-55 years old [  ]           above 55 years old [  ] 
2. What is your gender? 
Male [  ]   Female [  ] 
3. What is your highest level of education? 
Secondary School [  ]  Diploma [  ] 
Bachelor’s Degree [  ] Master’s Degree [  ]   
4. How long have you been working with Cleanshelf supermarket? 
      0-2years [  ]  3-5 years [  ] 
      6-9 years [  ]                   above 10 years [  ]     
5. There are training and development programs within our firm  
 Yes [  ]                               No [  ] 
6. We receive our training after every; 
1-3 months [ ]   4-6 months [  ] 
7-9 months [ ]       Yearly [ ] 
Section B: Effect of Staff Training in Customer’s Care on Service Provision 
Kindly consider the statements that follow regarding to the effect of staff training in 
customer’s care on service provision at Cleanshelf supermarket and tick the box which 
indicates how much you agree or disagree with them. 
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KEY1= Strongly Agree, 2= Agree, 3= Not Sure, 4= Disagree, 5= Strongly Disagree 
Statement  1 2 3 4 5 
Training gives an employee confidence in handling 
customers 
     
Training enables the employees to become conscious of 
customer needs 
     
Training and development helps develop and improve 
the organizational customer centered culture  
     
Training we receive equips us with a capacity to provide 
a friendly environment for our customers 
     
Training helps to ensure we serve our customers to their 
satisfaction 
     
Trained employees help our business to build  customer 
loyalty through effective customer service 
     
Training employees gives them skills that enable them to 
solve customer complaints quickly 
     
 
Improved performance of employees in our business has 
helped the customers to trust us more 
     
Our business uses the trust gained from customers to 
flourish under stiff competition 
     
Training of employees enables them to interact with 
customers better 
     
 
Section C: Effects of Staff Training on Employee’s Communications on Service 
Provision  
Kindly consider the statements that follow regarding to the effects of staff training on 
employee’s communications on service provision at Cleanshelf supermarket and tick the 
box which indicates how much you agree or disagree with them. 
KEY1= Strongly Agree, 2= Agree, 3= Not Sure, 4= Disagree, 5= Strongly Disagree 
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Statement 1 2 3 4 5 
management provide training on effective 
organizational communication regularly 
     
Training on organizational communication enables easy 
running of the supermarket 
     
Training on communication promotes organizational 
productivity 
     
Training employee in communication has improved 
efficiency of sharing  information in business 
     
Training on affective employee communication enables 
employees to contribute to the company’s success.  
     
Training of employee on communication ensures 
consistent flow of information between all levels of our 
business 
     
Training employees on communication ensures 
compliance to standards of business operations in our 
business 
     
Training employees on communications ensures that 
management and others staff members are engaged to 
each other in our business environment 
     
Training employee on communication has created a 
good understanding of the customers 
     
Training employees on communication boosts 
productivity of both the support staff and managers 
     
There is improved understanding among the staff due to 
training on communication 
     
Employee training on communication has helped 
employees respond to changes much more positively 
     
Employee Training on communication leads to a 
consistent approach  of customers and less tendency of 
complaints from customers 
     
 
Section D: Effect of Staff Training In Stock Management on Service Provision  
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Kindly consider the statements that follow regarding to the effect of staff training in stock 
management on service provision at Cleanshelf Supermarket and tick the box which 
indicates how much you agree or disagree with them. 
KEY1= Strongly Agree, 2= Agree, 3= Not Sure, 4= Disagree, 5= Strongly Disagree 
Statement 1 2 3 4 5 
management provide training on stock control       
Training in Stock management helps customers make right 
purchasing decisions 
     
Training in Stock management helps in pushing goods off 
the shelf  
     
Training in Stock management helps in making right and 
timely ordering of stock  
     
Stock management training helps in deciding on optimum 
stocking of products 
     
Stock management training enable employees to 
participate in reducing business operating costs 
     
 
Section E: Service Provision 
Kindly consider the statements that follow regarding to the service provision at Cleanshelf 
Supermarket and tick the box which indicates how much you agree or disagree with them. 
KEY1= Strongly Agree, 2= Agree, 3= Not Sure, 4= Disagree, 5= Strongly Disagree 
Statement 1 2 3 4 5 
We have maintained our customers loyal for a longer 
period 
     
There is an increase in the number of customers in the 
recent times  
     
Our customers are satisfied with our service provision      
Range of products that we offer has increased      
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APPENDIX III: PLAGIARISM REPORT 
 
